
MONDAY’S PHONE ANSWERING PROCEDURES 
• Arrive at 8:15 a.m.  The phone is on a desk on the landing by the main Food 

Pantry. 

• Make sure you have the Food Pantry notebook and the Do Not Serve List.   
The book may be in the main Food Pantry room and the Do Not Serve List is 
in the middle drawer of the desk.    

• There are scrap papers in the drawer on the right.  Take out what you think 
you will need and number the pages to equal 30 slots.    Remember Amy will 
use these sheets to type up the weekly client list, so please print clearly. 
There are pencils and pens in the middle drawer.  

• Take a few minutes to say this pray, thanks to Lorrie Allen 

“Lord, thank you for the opportunity we have to serve your people.  We 
come to you as your humble servants asking for guidance.  Help us to ‘. 
clothe ourselves with compassion, kindness, humility, gentleness and 
patience' (Colossians 3:12) as we talk with these families needing our help.  
We ask that those who are truly in need of assistance are able to get 
through each week. We pray that you will help these families find 
dependable transportation and safe travel.  We pray this food will provide 
nourishment for their bodies and they would feel your love, through our 
hands, to comfort their souls.  In Jesus’s name we pray!” 

RULES: 

• One call per household…. they can NOT pass the phone to someone else in 
the room nor can they call in for a friend or neighbor.  If they want to, tell 
them that the other person(s) need to call in themselves. 

• Clients can come 1 time a month for 6 times.  After that, they are listed on 
the Do Not Serve list for 6 months.  

• When they say their name, first check the DO NOT SERVE list and then 
take a look at the previous weeks’ lists for the month in the book to make 
sure they haven’t already picked up this month.  These sheets should be in 
alphabetical order.   This really only takes a minute or so.   The later in the 
month, the more you have to review.   😊    (Tip…. I use a pencil and write 



their name down and then if I have to tell them they can’t get food I just 
erase their name.) 

• Ask if they have any allergies and make a note of this.    

• The four things we need are their name, number in their household, a 
good phone number and if there are any allergies.  Also, ask if they 
already have a Second Harvest ID card and ask them to bring it with 
them.   If they don’t have a Second Harvest ID Card, let them know 
that they should come early (10am) to fill out the paperwork necessary 
to get them a card. 

• Most of the time you will be finished by 9:30 a.m., but our message says we 
take sign ups until 10:00. 

• We do NOT take messages for signing up food.  Our message on the phone 
says that but we do take messages to cancel.   To check the messages if you 
want to …press the message button and then select 1# to receive and then 7 
to delete.  Most are just hang ups.   

TIPS: 

• Answer the phone by saying something like:   “This is the Alamance Food 
Pantry; may I help you?” 

• For many folks you will need to make them spell their names.   I do on most 
everyone so I make sure I have it correct.  Sometimes they have to spell it 
more than once.   It’s important that we have correct spelling.   If you have 
to say to them: speak up and go slow.   We have many clients that are 
disabled and some talk with difficulty.   Be patient.   

• Don’t be fooled by the phone number they are calling from; a lot of time the 
name that shows up is the person calling but sometimes it’s not.   I have 
asked several times about it and they have no idea who that person is: I 
think in some calls it is the person who had that number before. 

• When you get all the information, tell the client that we start distribution at 
10:30 on Saturday and that we close promptly at 11:30.   New clients may ask 
where so tell them our address is 4000 Presbyterian Rd….and tell them to go 
to the back of the church.   Most know where to go. 



• Once you have 30 or it’s 10:00 a.m., leave the list in the food pantry on the 
desk.   Amy will get it and type it up. 

• Please call Amy at 336-706-3550 if you have questions. 

 


